This 
Introduction
Agricultural extension service in Bangladesh does not work satisfactorily and many farmers hardly ever received agricultural extension service (Haq 2011; Porimol et al. 2008; Haq et al., 2004) . Households have noticeably limited access to the agricultural extension service of any kind (Bangladesh Integrated Agricultural Poverty Project, 2013) . Uddin and Gao (2013) accused agricultural extension programmes of offering poor and back dated service.
Some of the many reasons for poor quality extension service in Bangladesh include an inappropriate policy capturing the changing scenario of agricultural extension, shortage of fund for doing true extension work, lack of proper logistic support for offering up to date and quick extension support, and scarcity of manpower and resources, etc. However, one of the important reasons that often remains invisible in the problem list might be measuring success of extension service based only on surplus production. In reality, measuring success of agricultural extension solely on the basis of increased production is problematic, as numerous other factors affect the performance of agriculture in some complex ways (Anderson and Feder, 2004) . As a result, the former assumption of extension success related to increased adoption and hence increased production has gradually losing attention (Agbarevo and Benjamin, 2013; Christoplos, 1996) . Nonetheless, this kind of measurement can make extension scapegoat in case of crisis spawn by other socio-political or economic factors.
In today's competitive environment, quality of service is considered as an essential strategy for success and survival. Service quality is important and strategic aspect in potential management of not only for public and private sector firms, but also non-profit making organizations (Rana et al., 2013) . Nonetheless, measuring extension service quality form client perspectives can minimize the wastage of valuable resources and manpower by precise indication of programme strengths and weaknesses. However, in Bangladesh, little is known about the quality and performance of extension system from the client perspectives. So, measurement of extension service quality based on client opinion is enormously important for offering demand-driven extension service.
SERVQUAL is a standardized and reliable instrument that has been used by majority of work to date, endeavor to measure service quality (Rohini and Mahadevappa, 2006; Shahin, 2013; Lidhari, 2009) , although there are a number of other models (Seth et al., 2005) . Direct or modified application of the SERVQUAL model in measuring agricultural extension service organizations in no exception (Horri et al., 2012; Rana et al., 2013) . Grīnberga-Zālīte (2011) in his study on the 'assurance of customer-guided training services' in Latvia found SERVQUAL model as an effective tool. Ruhana (2011) also applied SERVQUAL model for measuring quality of agricultural extension service in selected regency in Indonesia. Despite popularity, SERVQUAL has both theoretical and operational limitations, which have been underpinned by different theorists. Babakus and Boller (1992) argued that the number of service quality dimensions varies with particular service. Brown et al. (1993) explained that the measurement of scores of difference in expectation and perception of customers is often weak in reliability. Chatterjee and Chatterjee (2005) questioned appropriateness of the statistical analysis based on continuous responses as the responses are collected based on ordinal scale.
Methodology
This study was conducted in Mymensing district under Dhaka Division. Administratively Bangladesh is composed of four distinctive stages like divisions composed of districts, districts composed of Upazils, Upazilas are aggression of unions, and several villages constitute unions. To fulfill requirement of client and organizational diversity, this study also included Mithapukur and Pirgonj Upazila of Rangpur district and Purbadhola Upazila under Netrokona district. The selected Upazilas of Rangpur district are recognized for seed production, hence a good number of contract growers engaged in supplying seed to private companies are available here. Furthermore, the selected areas are appreciated for agricultural production and diversified farming, which attract a multitude of agricultural extension service providers.
All stakeholders within agricultural extension system comprise the population of this study. Primarily nine organizations three from each group of public (PUB), private profit (PPR) and private non-profit (PNP) sector had been purposefully selected to ensure inclusion of international, national and local organizations. Extension organizations funded and administered completely by the government were treated as PUB organization. PPR organizations are self-funded extension providers, offer service as a part of product promotion and/or maximizing profit. However, PNPs are donor supported autonomous and non-government organizations, provide free extension services to their clients for self-development. Following stratified random sampling method this study also selected 318 farmers from the three clusters of organizations, to ensure participation of male and female farmers from all categories of farms (Table 1 ). This study followed DAE's categorization of farmers land, such as Large (>3 hectares), Medium (1.01-3 hectares), Small (0.201-1 hectare), Marginal (0.02-0.20 hectare), and Landless (Less than 0.02 hectare). First of all, an Upazila was randomly selected, then one/two union was selected from which few groups was selected based on gender and farm size. These groups constituted the population of the study. In all the cases, this study considered clients, who are active group member or contract grower of the concerned organization and receiving extension support for at least one year. This research was mainly based on quantitative approach. However, to explore causes of low service quality, this study also used qualitative methods like key informant interviews, focus group discussions, informal interviews, and consult related published documents. Quantitative methods such as descriptive statistics, gap analysis, Z test and Ordinary Least Square (OLS) regression were used to analyze data. All statistical procedures, except Z test were accomplished using SPSS 11.5.
A structured questionnaire was used to collect quantitative information. An arithmetic mean value for each of the dimensions of SERVQUAL based on perception and expectation were obtained. The differences between mean values reveal SERVQUAL evaluation.
In equation form, it can be expressed as follows:
Where, SQi= Perceived service quality of individual 'I'; K = Number of service attributes/items; P= Perception of individual 'I' with respect to performance of service organization's attribute 'j'; E= Service quality expectation of attribute 'j' that is relevant norm for individual 'I'. (Parasuraman et al., 1988) In order to determine the reliability of used instrument Cronbach's alpha analysis was performed. For all of the five selected dimensions, Alpha values were ranged from 0.79 to 0.81, which are more than the value 0.70 suggested by Nunnally (1978) , hence indicating an acceptable level of reliability.
Results and Discussion

Demographic Profile of the Respondents
The total number of clients interviewed in this research was 318 (269 male and 49 female). Mean age of the farmer respondents was 40.65 (SD=12. 66). The majority of the respondents (35.53%) achieved secondary level education while almost half of the respondents were either illiterate (20.75%) or had primary level education (24.84%). Average per capita annual income equals to 185.30 thousand Taka (SD=348. 62). In terms of farm size, little less than half (44.33%) of the respondents were marginal while 23.89% were small farmers and 21.38% medium farmers.
Service quality (SQ) = Customer's perception (P) -Customer's expectations (E)
Gap Between Perceived and Expected Extension Service
Rating of perceived and expected scores, as represented in Table 2 , public organizations have maximum gap (-1.68) in responsiveness dimension followed by reliability (mean gap= -1.36) and empathy (mean gap= -1.16). However, the minimum gap was observed in assurance and tangible dimensions, which equals to -0.94 and -0.97 respectively. Findings related to PPR organizations connote that responsiveness dimensions had largest service gaps (mean difference = -1.70). Based on the difference between perceived and expected scores other dimensions were reliability (mean gap= -1.64), empathy (mean gap= -1.59), assurance (mean gap= -1.55) and tangibles (mean gap= -1.41). Table 2 , shows that the highest service gap for PNP organizations was observed in responsiveness dimensions (mean gap= -1.19) followed by reliability (mean gap= -0.96) and assurance (man gap= -0.92). On the other hand, lowest gap was visible in tangible and empathy dimensions (respective mean service gap -0.85 and -0.83). Considering 60 respondents from each of public, private and NGO extension service in Chitradurga, Kolar, and Tumkur district of Karnataka State, India Sarvanan and Veeradhadraiah (2003) , found almost similar result in line with our findings. The study noted that the performance of NGOs and Public extension service showed almost a similar status in terms of service quality while performance of Agribusiness-Firms were much lower, where 60% farmers rate service as low quality. In assessing performance of agricultural extension services rendered by the public sector and NGOs in the district Kohat of NWFP, Pakistan Ahmed et al. (2009) , claimed that farmers were satisfied with the working efficiency of NGOs regarding wheat, maize, etc., compared to public service. However, a study in Andhra Pradesh, India showed disparity with our findings, where private (paid) providers offer better quality service compared to public services (Rana et al., 2013) . In assessing the farmer's satisfaction of agronomic services in Ghana, using SERVQUAL model James et al. (2012) , also found significant differences in all the dimensions suggested in SERVQUAL model. However, their study found a maximum gap in reliability dimension (-1.06) while the least gap was observed in tangible dimension (-0.63). The maximum difference between perception and expectation was noted in Responsiveness aspect. Table 3 shows that for PPR providers, clients feel that the office was not well equipped with up-to-date technologies, extension workers do not inform farmers about extension programs timely, do not maintain records of individual client, extension programs are less flexible to client's needs, and extension workers do not keep. Service staffs seem to receive adequate support form service provider to do their job.
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The timing of the extension program is comfortable for all clients.
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The service provider gives special attention to each client.
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Extension worker is interested in satisfying customer's need.
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Place location of extension program is convenient for all clients.
-1.76 7 earlier promise. Top ten criteria for PNP providers with highest service gap represents that clients' expectations noticeably fall short in case of flexibility of extension program according to clients wishes, getting rapid service, extension worker's willingness to help farmers, and interest of extension worker in satisfying farmers' needs. Tabulation of top ten criteria with highest service gap for PUB organizations revealed that extension workers do not inform farmers about extension activities on time. Nonetheless, the extension service providers also lack in offering rapid service, willingness to help farmers, keeping individual farmer records and interest in satisfying farmer needs.
Effect of Service Quality Dimensions on Customer Satisfaction
The regression results in Table 4 mirrored that five perceived service quality dimensions explained 74.6% of customer satisfaction with the agricultural extension service in Bangladesh (F 5,312 = 397.74, P≤ 0.000), thereby confirming the fit of the model. This finding confirmed that service quality dimensions are strong predictors of client satisfaction. However, it is noteworthy to mention that SERVQUAL dimensions can't explain 25.4% of the farmer's overall satisfaction with extension services they receive from different extension service providers. Values in Table 4 indicate that perceived responsiveness have the strongest effect on customer satisfaction (β=0.298, P≤0.01). Perceived assurance (β=0.236, P≤0.01) and perceived reliability (β=0.139, P≤0.05) had almost similar amount of effect on client satisfaction with extension service, whereas perceived tangibles (β=0. 093, P≤0.05) has a comparatively less effect on customer satisfaction followed by perceived empathy (β=0.136, P≤0.05). All the five dimensions of service quality played pivotal role, in increasing client satisfaction with extension service, hence all extension service providers should pay special attention on improving SERVQUAL dimensions. James et al. (2012) , in their study in Ghana, also found similar findings in measuring service quality of agronomic service with the application of SERVQUAL model. Similarly, Loke et al. (2011) and Randheer et al. (2011) in their studies found a significant positive relationship between service quality and client satisfaction except the dimension tangibles or physical facilities.
As argued by Pariseau and McDaniel (1997) , if there is an agreement that service quality exceeds, meets or falls short of expectations, there would be a common premise for continuation on improvement of the service quality level. This study confirmed that PUB, PPR and PNP organizations did not provide expected level of service for their clients. Client expectations noticeably fall short of their expectation in terms of all dimensions proposed in SERVQUAL model. The biggest differences in expectation and perception were observed in responsiveness and reliability dimensions. Since responsiveness and reliability encompass willingness to help farmers, rapid service delivery, dependability and accuracy or service, such findings represented that extension organizations are lacking in willingness to help farmers, promptness in offering service, dependability and accuracy of extension service.
Service gap score mirrored that maximum service gap exists in case of PPR organizations followed by the PUB and PNP organization. NGOs have a number of advantages over other extension providers. The majority of NGOs are smaller and horizontally structured with short lines of communication, which facilitate rapid responding flexibility and rapidly to clients' needs. Funds may be available and easier to acquire for transport and other operational cost. Bureaucracy is limited; services are well managed, more flexible in their programs than state extension system due to their size and philosophy. Nonetheless, except few large NGOs most of the NGOs are highly localized, having limited geographical coverage and deal with a limited number of clients which might help them manage quality extension service. Virtually, all kinds of farmers throughout the country are clients of public extension service. So, it is highly difficult to offer quality service with poor management, inadequate financial capacity, human resources, and other facilities. However, perceived scores confirmed that all of these providers are playing remarkable role in providing extension service, although there is a noticeable difference of gaps existed among the service providers. This study revealed that service quality dimensions can contribute to 74.6% variation of client satisfaction. This is a confirmation that the SERVQUAL model can be effectively used for measuring service quality in agricultural extension service. It is also important to note that several other studies also revealed that SERVQUAL can precisely assess quality of agricultural extension service. However, further research considering a different type of service and population is essential, as evidences of application of the SERVQUAL model in measuring agricultural extension service are still very limited compared to other service sectors.
Causes of Poor Service Quality
Causes of poor quality service were revealed by employing qualitative methods. Shortage of funds for doing true extension work is a major problem deteriorating quality of extension service. The Lion share of the budget for agricultural extension goes for salary and maintenance, hence minor proportion left for special extension programs like demonstration, training, etc. According to a panel of experts, 84% resources of DAE are spent for salaries while only 1.5% goes for field extension programs (Birner et al., 2010) . A report of the World Bank (2005) also claimed that public extension system in Bangladesh is heavily suffering from a chronic shortage of sufficient fund to do its' day to day activities.
Scarce and unplanned training for extension workers-especially field level workers-also hinder service quality. No training needs assessment system is in practice for workers as No/rare fundamental training on basics of extension, leadership, and group formation for extension staffs. In a focus group discussion, Sub-Assistant Agricultural Offers (SAAO)-field level extension officers of DAE-claimed that they have remarkably less training compare to higher level officers, although they are the major provider of grass-root level extension service. The case is also similar for some non-government and private organizations, where field level extension workers received minimal training. Less logistic support for field level extension workers, especially for public extension workers is a major problem. SAAOs in DAE receive a lump sum amount equal to 3 USD/month as their transportation cost and only a few extension workers have motorized vehicles. Interestingly, international NGOs having a high mobility capacity also provide nominal logistic support to their field workers. Nonetheless, the majority of the extension service providers don't have permanent offices at field level, hence farmers can't find extension workers in their crying need. No reward and/or punishment for good or bad workers. Accountability to the client is almost zero, no matter whether the service providers are public, private or NGO. Lengthy and time consuming recruitment procedure, especially in public extension organizations influences service quality. Private profit and non-profit organizations don't want to recruit sufficient manpower for saving money, hence extension workers are overloaded with works, which affect service quality. A private company worker claimed that he has to cover a whole district as his working area. Insufficient salary and promotion creates frustrations, which in turn deteriorate service quality. The public extension workers are underpaid compared to private and nongovernment sector organizations. However, salaries of private and non-government organization staff were also less compared to other sector like bank, mobile companies, etc. In some cases, promotions for government works are very infrequent, which create frustration that affects service quality. For instance, an Upazila Youth Officer in Mymensingh district has been working in the same post from 1985.
Very limited use of ICT, particularly in public extension organizations, makes quality to compromise. This study found only one internet connection available in an Upazila office for 85 extension staffs. In his study, Swanson (2011) 
Conclusion and Recommendations
Farmer's perceptions remarkably fell short of expectations in all the five dimensions of service quality, hence confirmed the low quality of service for all kinds of service providers. Service providers showed a maximum gap in responsiveness and reliability dimension. PPR providers had the maximum service gap followed by PUB providers, whereas PNP providers showed a minimum service gap. Programme flexibility, offering rapid service, willingness to help clients, maintaining client records, and keeping the promise are some common areas of service improvement, need consideration for all kinds of service providers for enhancing service quality.
